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PREFACE FROM THE ARCHIVIST 

Here at the National Archives and Records Administration, we are happy to once again welcome

visitors who come to see our nation’s Charters of Freedom—the Declaration of Independence,

Constitution, and Bill of Rights. For the last two years, these founding documents have been

undergoing conservation work while, at the same time, the National Archives Building in

Washington, DC was being renovated.


In this report, we show you how we continue to ensure that the records we hold are preserved and

available to you. For while the Charters are unquestionably the most famous records we care for,

all the records we hold play a vital role in our democracy. Without these records, we would not be

able to claim their rights and entitlements. We would not be able to hold our Government officials

accountable for their actions. We would not know or be able to understand our past. Without these

records we would no longer live in a democracy.


The past year has been an exciting one for the National Archives and Records Administration, as

we have seen several of our long-term projects move from the planning phase into

implementation. Electronic records and the technology that goes with them have forever changed

the way the Federal Government does business, and we are redesigning Government

recordkeeping to support the business operations of Federal agencies.


Now in design, our Electronic Records Archives (ERA) will solve the problem of how to preserve

the electronic records of our Government and provide access to them far into the future. ERA is a

revolutionary project that will have widespread applications, for the challenge of preserving

electronic records affects everyone—from Federal agencies, to state and local governments, to the

academic community, to the private sector. Every day, we strive to advance these initiatives, and

also perform the day-to-day tasks that allow us to provide ready access to the essential evidence of

our Government. And in everything we do, we strive to provide top-notch service to all our

customers, especially the American public.


As we celebrated the return of the Charters of Freedom to public display, historian Ken Burns

keenly observed that unlike other countries, which came together because of economics, religion,

race, language, geography, or conquest, our country is here because of words and ideas. He said,

“We see that we are stitched together by words, that words remind us of why, against all odds, and

contrary to the general impulses of human nature, we agree to cohere as a people.”


America is sustained by the words, ideas, and spirit embodied within the millions of records that

tell the stories of our Government and our people. And each day the National Archives and

Records Administration works to preserve these records and make them accessible to anyone who

wishes to examine them. Every day we prove over and over again that records matter.


John W. Carlin

Archivist of the United States
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INTRODUCTION


What is the National Archives?  The National Archives of the United States is a public trust on 
which our democracy depends. We enable people to inspect for themselves the record of what 
Government has done. We enable officials and agencies to review their actions and help citizens 
hold them accountable. We ensure continuing access to essential evidence that documents: 

• the rights of American citizens, 
• the actions of Federal officials, 
• the national experience. 

To ensure ready access to essential evidence, the National Archives and Records Administration 
(NARA) establishes policies and procedures for managing U.S. Government records. We assist 
and train Federal agencies in documenting their activities, administering records management 
programs, scheduling records, and retiring non-current records to regional records services 
facilities for cost-effective storage. We appraise, accession, arrange, describe, preserve, and 
make available to the public the historically valuable records of the three branches of 
Government. We manage a nationwide system of Presidential libraries, records centers, and 
regional archives. We administer the Information Security Oversight Office (ISOO) and make 
grants to non-Federal institutions to support historical documentation through the National 
Historical Publications and Records Commission (NHPRC). We publish the Federal Register, 
Statutes at Large, Government regulations, and Presidential and other public documents. 

We serve a broad spectrum of American society. Genealogists and family historians; veterans 
and their authorized representatives; academics, scholars, historians, business and occupational 
researchers; publication and broadcast journalists; Congress, the Courts, the White House, and 
other public officials; Federal Government agencies and the individuals they serve; state and 
local government personnel; professional organizations and their members; students and 
teachers; and the general public—all seek answers from the records we preserve. 

To be effective, we must determine what evidence is essential for documentation, ensure that 
Government creates such evidence, and make it easy for users to access that evidence regardless 
of where it is, or where they are, for as long as needed. We also must find technologies, 
techniques, and partners worldwide that can help improve service and hold down costs, and we 
must help staff members continuously expand their capability to make the changes necessary to 
realize our goals. 

Our Mission: 

NARA ENSURES, FOR THE CITIZEN AND THE PUBLIC SERVANT, FOR THE PRESIDENT AND THE 
CONGRESS AND THE COURTS, READY ACCESS TO ESSENTIAL EVIDENCE. 
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Our Strategic Goals: 

•	 One: Essential evidence will be created, identified, appropriately 
scheduled, and managed for as long as needed. 

•	 Two: Essential evidence will be easy to access regardless of where it 
is or where users are for as long as needed. 

•	 Three: All records will be preserved in appropriate space for use as 
long as needed. 

•	 Four: NARA’s capabilities for making the changes necessary to 
realize our vision will continuously expand. 

These goals and the strategies to achieve them are detailed in Ready Access to Essential 
Evidence: The Strategic Plan of the National Archives and Records Administration, 1997-2007, 
updated and reissued September 2003. This annual performance report is based on the goals, 
strategies, and long-range performance targets in our Strategic Plan, and the specific objectives 
in our FY 2003 Annual Performance Plan. (In order to ensure consistency with the FY 2003 
Annual Performance Plan, this report is based on the 2000 Strategic Plan.) The following pages 
detail our performance on all our FY 2003 objectives. Checked boxes precede those we fully 
achieved. Those we did not fully achieve have open boxes with an explanation below. We also 
included all relevant performance results and trend information. Supplemental performance data 
for some objectives is included in Appendix A. Our budget is linked to the report’s performance 
goals. We received no aid from non-Federal parties in preparing this report. 

Budget resources.  Following is a summary of the resources, by budget authority, we received 
to meet our FY 2003 objectives. 

Operating Expenses

Repairs/Restorations

Grants

Total Budget Authority


Redemption of Debt

Total Appropriation


Total FTE


$241,065,000 
$14,116,000 
$6,458,000 

$261,639,000 

$7,186,000 
$268,825,000 

2,793 

Performance measurement.  We continued using four mechanisms to assess our performance: 
(1) periodic management reviews, (2) formal audits of operations, (3) implementation and 
refinement of the agency’s performance measurement system, and (4) systematic sampling of 
measurement system effectiveness. (Appendix B provides summaries of reviews, evaluations, 
and audits conducted in FY 2003.) In FY 1999 we deployed an agency-wide performance 
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measurement and reporting system. This system allowed us to define and consistently measure 
data critical to the analysis of FY 1999 performance objectives. Since then we have continued to 
integrate and expand the system so that our strategic performance is measured using more of a 
balanced scorecard approach for tracking cycle times, quality, productivity, cost, and customer 
satisfaction for our products and services. 

The work we have done on our performance measurement system has produced changes in some 
performance objectives to make them more measurable or to clarify what is being measured. We 
continue to evaluate, improve, and make necessary adjustments to our performance measurement 
system in the course of our routine work. This report updates some of our FY 2002 statistics that 
were corrected as a result of these improvements. These on-going refinements indicate that this 
annual report, our annual plans, and our Strategic Plan are living documents and are an integral 
part of our operations. 

In our continuous effort to improve our performance measurement program, we are completing a 
two-year project to upgrade our Performance Measurement and Reporting System (PMRS). We 
want to take advantage of web infrastructure to collect our performance data from the more than 
70 organizational units that send data to PMRS from all over the country. We also want to use 
newer, more robust, and enterprise-level databases to store the data and deliver reports, thereby 
minimizing the maintenance burden on desktop databases now used for data collection. This 
upgrade will enable us to collect our performance data more consistently and more efficiently, 
and will allow us to store much more data for use in analyzing trends. 

We must succeed in reaching our goals because the National Archives and Records 
Administration is not an ordinary Federal agency. The records we preserve document the rights 
of American citizens, the actions of Federal officials, and the national experience. We serve not 
just today’s citizens, but all who are yet to come. We must not only preserve past documents 
already in our care, but also prepare to manage tomorrow’s records in new and challenging 
forms. This report reflects our 2003 progress in making that a reality. 
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STRATEGIC GOAL 1: ESSENTIAL EVIDENCE 
ESSENTIAL EVIDENCE WILL BE CREATED, IDENTIFIED, APPROPRIATELY SCHEDULED, AND MANAGED 
FOR AS LONG AS NEEDED. 

Long Range Performance Targets	 1.1. By 2007, 100 percent of targeted assistance partnership 
agreements deliver the results promised. 

1.2. By 2007, 60 percent of approved new records schedule items 
cover records created within the last 2 years. 

1.3. By 2007, the median time to process records schedule items is 
120 calendar days or less. 

FY 2003 Resources Available to Meet This Goal:  $22,587,000; 154 FTE 

1.1 TARGETED ASSISTANCE 

FY 2003 Objective þ Deliver the results promised on 90 percent of targeted assistance 
partnership projects. 

Results 4	 NARA delivered the results promised on 100 percent of targeted 
assistance partnership projects. 

“…a success on many levels.” 4	 NARA increased the number of partnership projects established 
with Federal agencies from 305 to 344. 

“The instructors, curriculum, 4 NARA trained nearly 3,400 Federal agency staff in records 
and materials are first-rate.” management and electronic records management, particularly 

outside the Washington, DC, area. 

Performance Data FY 1999 FY 2000 FY 2001 FY 2002 FY 2003 
Performance target for annual percent of targeted 
assistance partnership projects delivering the results 
promised. 

75 85 90 

Annual percent of targeted assistance partnership projects 100 100 100 100 100 
delivering the results promised. 
Annual number of targeted assistance partnership projects 
initiated. 

26 123 66 83 39 

Annual number of targeted assistance partnership projects 
completed. 

2 37 58 76 65 

Annual number of successful targeted assistance 2 37 58 76 65 
partnership projects completed. 
Cumulative number of targeted assistance partnership 
projects established with Federal agencies. 

33 156 222 305 344 

Number of Federal agency staff receiving NARA training 
in records management and electronic records 
management. 

2,997 3,506 2,506 3,746 3,392 

Trend Analysis  Targeted assistance projects are established between NARA and Federal agencies to 
solve specific records management problems. We established 39 new projects with Federal agencies this 
year. Since the program began in 1999 we have established 344 projects, completed 238 projects, and 
assisted 88 unique agencies. We provided records management training to nearly 3,400 Federal agency 
staff across the country this year, a 9 percent decrease from last year, but slightly more than the per-year 
average from FY 1999 to FY 2002 of 3,200 staff each year. In FY 2003, we initiated about half the 
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number of projects we started in FY 2002. With more than 100 projects in progress, and the need to use

the records management expertise of some of our targeted assistance specialists for the development and

implementation of new records management initiatives, we did not start as many projects as in past years.

This will continue to fluctuate as requirements demand.


FY 2004 Performance Plan Evaluation As we continue to make targeted assistance the basis of the

way we help Federal agencies with records management, we expect to see significant improvements in

the way Federal agencies manage their records (see Appendix C). Based on recommendations made in

OIG Report 03-06 (see Appendix B), we have taken steps to tighten the success criteria for these projects

and are getting agency feedback in judging success. These steps will be documented in the agency

agreement, as well as targeted assistance program standard operating procedures, and the PMRS metric

specification. Also, in 2004 we will begin collecting data that will support measurement of the outcomes

of targeted assistance to Federal agencies.


1.2 SCHEDULE NEW RECORDS


FY 2003 Objectives o Ensure 30 percent of approved new records schedule items cover

records created within the last 2 years. 

þ Issue transfer guidance for two electronic record formats. 

þ Deploy records management application pilot in one NARA unit. 

Results 4	 We ensured that 26 percent of approved new records schedule items 
cover records created within the last 2 years. 

4	 We issued transfer guidance for 2 electronic record formats— 
scanned images of textual records and PDF files. 

4	 We deployed a records management application pilot in two NARA 
units. 

Explanation We continue to support the President’s e-Government initiatives through the Electronic 
Records Management Initiative, which is providing practical recordkeeping guidance and tools to Federal 
agencies for managing electronic records. NARA is partnering on this initiative with the Department of 
Defense, the Environmental Protection Agency, and other agencies. This year we developed guidance for 
agencies implementing records management applications and added scanned images of textual records 
and PDF files to the formats accepted by NARA. We continued to work with the Department of Defense 
Joint Interoperability Command on metadata requirements for permanent records formats. 

Performance Data FY 1999 FY 2000 FY 2001 FY 2002 FY 2003 
Performance target for percent of new schedule items 
completed within 2 years of the records creation. 

20 25 30 

Percent of new schedule items completed within 2 years of 
the records creation. 

24 28 20 33 26 

Number of schedule items submitted by agencies. 4,222 8,869 3,286 6,056 3,890 
3,262 5,664 4,728 9,374 4,654Number of schedule items completed. 

Number of new schedule items completed. 935 1,961 2,544 5,161 2,654 
Number of new schedule items completed within 2 years of 
the records creation. 

220 544 520 1,701 702 
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Trend Analysis In measuring the percent of new schedule items completed within 2 years of the 
records creation, we are measuring both the promptness by which Federal agencies bring records under 
records management control and NARA approval of the records schedule items. This metric shows us 
that about 74 percent of the records scheduled in 2003 had been in existence more than 2 years. In 2002 
we focused our attention on some of our oldest records schedules, thereby reducing the percent of records 
scheduled in 2002 that had been in existence more than 2 years to 67 percent. However, without 
immediately addressing new schedule items when they arrive at NARA, they quickly become part of the 
backlog of records schedules that were created more than 2 years after the creation of the records. 
Working with agencies to create records schedules when records are created and a variety of new 
initiatives aimed at early identification of records schedules are the outcome of a multi-year records 
management business process reengineering that NARA has undertaken. 

FY 2004 Performance Plan Evaluation The performance target and reporting on this measure will be 
discontinued in 2004. In our revised Strategic Plan we are directing our attention at improving the ability 
of Federal agencies to get records scheduled early in the creation of those records. We will use different 
measures to determine the outcome of those efforts. 

1.3 CLOSE OUT SCHEDULE ITEMS 

FY 2003 Objectives þ Process records schedule items within a median time of 225 
calendar days or less. 

þ	 Develop a “to be” model for the scheduling, appraisal, and 
accessioning process. 

Results 4	 We processed records schedule items within a median time of 155 
calendar days. 

4	 We documented an “as is” model and completed a “to be” model 
for the scheduling, appraisal, and accessioning process. 

4	 We released NARA’s Strategic Directions for Federal Records 
Management. 

Explanation  The overall cycle time for closing out records schedule items decreased significantly this 
year to a median time of 155 days. Some of the improvement can be attributed to the presence of some 
higher volume, less complex schedules in this year’s workload, which we were able to complete more 
quickly than the oldest and more complex records schedules in our backlog, which were the focus of our 
FY 2002 efforts. 

Performance Data FY 1999 FY 2000 FY 2001 FY 2002 FY 2003 
Performance target for median time for records schedule 
items completed (in calendar days). 

260 240 225 

Median time for records schedule items completed (in 
calendar days). * 

336.5 283 237 470 155 

Median time for records schedule items completed (in 
calendar days), NARA only. * 

403 154 

Average age of schedule items at completion (in calendar 502 461 410 532 274 
days). 
Number of schedule items completed. 3,262 5,664 4,728 9,374 4,654 
Number of records schedule items completed within 120 
calendar days of submission to NARA. 

469 1,229 659 1,999 1,571 

Percent of records schedule items completed within 120 
calendar days of submission to NARA. 

14 22 14 21 34 

3




*The metric for median schedule processing time measures all processing time, including time spent waiting for other agencies 
to respond. We provide a breakout of “NARA-only” time to give a comparison of how much of the total processing time occurs 
within NARA versus outside NARA. 

Trend Analysis Except for 2002 performance when we worked to clear the oldest schedules from our 
backlog, we have steadily decreased the amount of time required to process records schedule items. Since 
FY 1999 the median time to complete records schedules has dropped from 337 to 155 calendar days, a 54 
percent decrease. We are readdressing how we measure our records scheduling process, as we refine a 
new model for the scheduling, appraisal, and accessioning process through our Records Lifecycle 
Business Process Reengineering effort, and implementing several new records management initiatives 
designed to improve the way we schedule records. 

FY 2004 Performance Plan Evaluation We have set our FY 2004 target for closing out records 
schedules at a median time of 220 calendar days or less. This target reflects our expectation that as 
process changes are put in place and employees are trained in the new processes, they likely will 
temporarily increase median processing time. 

NARA’s Strategic Directions for Federal Records Management establishes the strategies we are using to 
improve records management across the Government and achieve Goal 1. In FY 2003 we began to 
implement these strategies through a unified NARA program to support Federal records management. In 
FY 2004 and beyond, the NARA records management program will make more effective use of our 
resources through improved and expanded communications with stakeholders, records management 
guidance and training, and assistance to Federal agencies. We are working to find ways to minimize 
routine records scheduling activities and to develop planning and evaluation tools and automated tools to 
support records management. We are exploring ways to provide agencies with modern records center 
services and to preserve permanent records, focusing on electronic records. We will also use our authority 
to inspect agency records and records management programs, to conduct studies, and to report to 
Congress on Federal recordkeeping. 
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STRATEGIC GOAL 2: ACCESS 
ESSENTIAL EVIDENCE WILL BE EASY TO ACCESS REGARDLESS OF WHERE IT IS OR WHERE USERS ARE 
FOR AS LONG AS NEEDED. 

Long Range Performance Targets	 2.1. By 2007, access to records and services and customer 
satisfaction levels meet or exceed NARA’s published standards. 

2.2. By 2007, 70 percent of NARA services are available online. 

2.3. By 2007, 95 percent of NARA archival holdings are 
described at the series or collection level in an online catalog. 

2.4. By 2003, ISOO will develop a uniform sampling system for 
collecting information about classification activity within the 
executive branch. 

2.5. By 2004, NARA will review and declassify 100 percent of 
archival holdings more than 25 years old for which NARA has 
been granted declassification authority and responsibility for their 
review by the originating agency. 

2.6. By 2007, 10 percent of records of a two-term President or 15 
percent of records for a one-term President are open and available 
for research at the end of the 5-year post-Presidential period 
specified in the Presidential Records Act. 

2.7. By 2007, 90 percent of all NHPRC-assisted projects produce 
results promised in grant applications approved by the 
Commission. 

FY 2003 Resources Available to Meet This Goal: $134,943,000; 2,266 FTE 

2.1 CUSTOMER SERVICE 
FY 2003 Objectives	 Meet or exceed NARA's published standards for access to records 

and services, as noted below: 

“Thanks to your quick þ 85 percent of written requests are answered within 10 working 
response, this mortgage will days; 

close on time!” 
o	 85 percent of Freedom of Information Act (FOIA) requests are 

completed within 20 working days; 

“You must get thousands of o 35 percent of requests for military service records at the National 
requests a day, but none is Personnel Records Center in St. Louis are answered within 10 

more important than the one working days; 
needed to help a family cope 

with the death of a loved one.” þ	 95 percent of items requested in our research rooms are furnished 
within 1 hour of request or of scheduled pull time; 

þ	 99 percent of customers with appointments have records waiting at 
the appointed time; 
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þ	 90 percent of Federal agency records reference requests in Federal 
records centers are ready when promised to the customer; 

þ	 99 percent of records center shipments to Federal agencies are the 
records they requested; 

þ	 60 percent of archival fixed-fee reproduction orders through the 
Order Fulfillment and Accounting System (OFAS) are completed 
in 35 working days or less; 

þ	 95 percent of public education programs and workshops are rated 
by their users as "excellent" or "very good.” 

Results 4	 We answered 94 percent of written requests within 10 working 
days. 

“Seeing my name and my 
age of 2 years was very 4 We completed 65 percent of all FOIA requests within 20 working 

emotional.” days. 

“His daughter can now finally 4 We answered 28 percent of military service records requests 
close this chapter of her within 10 working days. 

father's life.” 
4 We furnished 96 percent of requested items within 1 hour of 

request or of scheduled pull time. 

4	 We furnished records at the appointed time for 99.9 percent of 
customers with appointments. 

“Service like this gives 4 We had ready 94 percent of Federal agency reference requests 
government a good name!” when promised to the customer. 

4	 Of the records we shipped to Federal agencies, 99.99 percent were 
the records agencies requested. 

4	 We completed 99 percent of our archival fixed-fee reproduction 
orders through OFAS in 35 days or less. 

“Rave reviews for the program 4 Our users rated 95 percent of our public education programs and 
you provided.” workshops as “excellent” or “very good.” 

Explanation  Agency-wide FOIA performance dropped off this year after reaching an all-time high last 
year. This was due to a drop in FOIA response rates at the National Personnel Records Center in St. 
Louis, which made up 76 percent of the total FOIA requests NARA received in FY 2003. The drop in the 
response to FOIAs within 20 workdays at NPRC (from 81 percent in FY 2002 to 68 percent in FY 2003) 
was the result of the deployment of a new processing system in the first quarter of FY 2003, related 
process changes, and staff development efforts at NPRC. Response times slowed during this time and the 
backlog of requests increased. While we were able to get back to normal business during the second 
quarter, the largest portion of FOIA requests arrived during the first two quarters when we were at our 
lowest production level, thus making it more difficult to catch up. By the end of the fiscal year, however, 
NPRC FOIA response times had improved and the backlog had decreased significantly. In addition, we 
experienced a 27 percent increase in the number of complex FOIA requests we handled in FY 2003, 
which were requests that required more time to answer because the requested records were voluminous, 
security classified, sensitive, or require referral to another agency. Because these complex requests 
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required considerably more time and effort to respond, they cost more to complete and increased our “per 
FOIA” cost over FY 2002. 

We fell short of our goal of answering 35 percent of the requests for military service records within 10 
days for the year; however, by the end of the fourth quarter, we were answering 41 percent within 10 
days. If we focus only on military service separation requests, which represent the bulk of the requests 
received at NPRC (50 percent), we answered 37 percent within 10 working days. By the end of the year, 
we had accelerated out responses to 56 percent within 10 working days. As mentioned in past reports, 
service backlogs at the center are what prompted us to undertake a Business Process Reengineering 
project. We are in the process of implementing several key initiatives that are improving our response 
times and we expect to continue to see progressively faster processing of FOIA requests and military 
service requests as a result. 

Performance Data FY 1999 FY 2000 FY 2001 FY 2002 FY 2003 
Performance target for written requests answered within 80 80 80 85 85 
10 working days. 
Percent of written requests answered within 10 working 
days. 

88 92 93 93 94 

Performance target for Freedom of Information Act 
requests completed within 20 working days. 

80 80 80 85 85 

Percent of Freedom of Information Act requests completed 
within 20 working days. 

34 26 27 75 65 

6,911 8,751 7,634 8,825 5,107Number of FOIAs processed.

Annual cost to process FOIAs (in millions). $1.54 $1.35

Annual per FOIA cost. $175 $265

Performance target for requests for all military service 
records at the National Personnel Records Center (NPRC) 
in St. Louis answered within 10 working days. 

25 30 35 

Percent of requests for military service records at the 
National Personnel Records Center (NPRC) in St. Louis 
answered within 10 working days. 

7 3 5 28 28 

Performance target for requests for military service 
separation records at the National Personnel Records 
Center (NPRC) in St. Louis answered within 10 working 
days. 

35 45 

Percent of requests for military service separation records 
at the National Personnel Records Center (NPRC) in St. 
Louis answered within 10 working days. 

7 40 37 

Number of military service separation records (DD-214) 
requests received. 

297,307 360,573 389,704 

Performance target for percent of items requested in our 
research rooms furnished within 1 hour of request or 
scheduled pull time. 

95 95 95 95 95 

Percent of items requested in our research rooms furnished 
within 1 hour of request or scheduled pull time. 

94 89 93 94 96 

Number of researchers visiting our research rooms (in 248.7 204.4 
thousands). 
Number of items furnished in our research rooms 
(in thousands). 

533 918 1,056 613 607 

Number of items furnished on time in our research rooms 
(in thousands). 

501 818 985 578 584 

Performance target for percent of customers with 
appointments for whom records are waiting at the 
appointed time. 

99.7 99.4 99.6 99.8 99.9 

Percent of customers with appointments for whom records 
are waiting at the appointed time. 

99.7 99.4 99.6 99.8 99.9 

Performance target for Federal agency reference requests 
in Federal records centers that are ready when promised 
to the customer. 

90 90 90 90 90 
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Performance Data FY 1999 FY 2000 FY 2001 FY 2002 FY 2003 
Percent of Federal agency reference requests in Federal 
records centers that are ready when promised to the 
customer. 

81 79 93 92 94 

Performance target for records center shipments to 
Federal agencies are the records they requested. 

99 99 99 

Percent of records center shipments to Federal agencies are 
the records they requested. 

99.99 99.99 99.99 

Performance target for archival fixed-fee reproduction 
orders through OFAS are completed in 35 working days or 
less. 

50 60 

Percent of archival fixed-fee reproduction orders through 
OFAS are completed in 35 working days or less. 

88 99 

$18.78Average per order cost to operate fixed-fee ordering. 
Average order completion time (days) 20 14 
Performance target for percent of education programs, 
workshops, training courses rated by participants as 
“excellent” or “very good.” 

90 90 90 95 95 

Percent of education programs, workshops, training 90 95 97 96 95 
courses rated by participants as “excellent” or “very good.” 
Number of program attendees. 6,848 6,971 6,291 8,447 7,343 

Trend Analysis Overall, we have seen our customer service performance improve steadily over the past

several years against increasingly aggressive targets. For example, due to an ongoing Business Process

Reengineering project at the National Personnel Records Center, we are answering better than 28 percent

of requests for military service records within 10 working days or less, up from less than 3 percent just

three years ago. (See additional detailed data for customer service metrics in Appendix A.)


FY 2004 Performance Plan Evaluation For those customer service targets that we currently meet, we

expect to continue that trend. For those that we have not met, we expect to see steady improvements in

FY 2004.


2.2 ONLINE SERVICES


FY 2003 Objective þ Ensure 30 percent of NARA services are available online.


Results 4 We made 30 percent of our services available online. 

4 We provided veterans and next-of-kin of deceased veterans with 
the capability of online ordering of copies of the veterans’ military 
service records. 

“The NARA web site is a 
model for U.S. Government 4 We surveyed customers about their satisfaction with our online 
interaction with the public.” services. 

Explanation  The measurement of NARA services online reflects the deployment of online products 
under our Government Paperwork Elimination Act (GPEA) plan, as well as online availability of 
information and forms that allow a NARA customer to use our services from any location with access to 
the Internet. 

To help us continue to improve our web services, we launched an online survey on our main public web 
site, archives.gov, using the American Customer Satisfaction Index. The survey asks visitors to rate the 
site on its ease of use and quality of information, to provide suggestions about needed improvements, to 
identify best elements of the site, and to rate the likelihood of return visits and recommendations of the 
site to others. Currently, researchers, using an online form, can order copies of military records from our 
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